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I haven’t been on an airplane in about eight weeks. For that 
matter, I haven’t been out of Williamson County, Tennessee 
since early March, but I’ve become very familiar with the 
inside of the house and far better than I imagined I could 
ever be at jigsaw puzzles. Don’t get me wrong, I have no 
reason to complain and the biggest reason why is, frankly, 
all of you.

COVID-19 has managed to take the lives of thousands of 
Americans and obliterate our economy in the process. I 
could not have imagined a scenario like this eight weeks 
ago when I stepped off of American 5099 into the Nashville 

FOCAL POINT

“As we express our gratitude, we must never forget that the 
highest appreciation is not to utter words, but to live by them.” 
          – John F. Kennedy

Grounded
airport back in March. Since that time, we’ve all gotten 
used to new terms like “social distancing,” “flattening the 
curve,” and “virtual meetings,” but they do very little to calm 
anyone’s anxieties. And yet, in the middle of the greatest 
health crisis in decades, we are adding more policyholders 
to our ranks than ever before. Actually, we’re running 
between 500 and 700 more applications per day than last 
year at this time and we set an all-time record in 2019.

continued on page 2...

Clayton Gordon, Application Development Manager   
Read more about Clayton on back page

Apparently, it takes more than a coronavirus 
to stop you. I’ll let you in on a secret; it takes 
more than a pandemic to stop us too.
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...continued from page 1 (Grounded)

Total production Medicare Supplement Final Expense

Year-to-date

1. Melanie Bell
2. David Haass
3. Steven John
4. James Collingsworth
5. Andres Fonseca Naranjo

1. Melanie Bell
2. Steven John
3. David Haass
4. Matthew Claassen
5. Andres Fonseca Naranjo

1. Shelia King
2. Timothy Savage
3. Dominique Williams
4. Anthony Martin
5. The Benefit Link Inc.

April

1. Anissa Anthimiades
2. Melanie Bell
3. James Collingsworth
4. Kristina Platz
5. Zachary Eaton

1. Aaron Ellsworth
2. Melanie Bell
3. Kevin Toomey
4. Wayne Schmitt
5. Steven John

1. Timothy Savage
2. Anthony Martin
3. The Benefit Link Inc.
4. Brennan Jackson
5. Michael Martinez

Leaderboard
2020

My great-uncle, Slats, used to tell a story about he and 
my aunt when their wagon train first arrived in Texas. 
(If you’ve been around for a while, you’ll remember that 
Slats was known to make up a great deal of most of the 
stories he told us kids.) They got married and moved into 
his little farmhouse on the north Texas prairie, sometime 
after he’d survived the Alamo. He said he tried to warn my 
great-aunt, Murl, that grinding out a life there might be a 
tad inconvenient for a girl from the big city of True, Texas. 
He said the first night they spent in the house, a violent 
dust storm passed through that left their home knee-
deep in a sea of fine, brown dirt. Allegedly, my great-aunt 
told him that he was certainly right about Texas life being 
inconvenient, to which Slats replied, “What’s inconvenient 
about a little dust on the furniture?”

Every time I see a video of someone making the best of 
how life has changed or going to great lengths to help 
others, it reminds me that we all hail from some hardy 
ancestors. Our country was born in crisis and no stranger 
to tough times, but there’s just something in an American 
that is preset to make lemonade out of lemons. Maybe 
with a little Tito’s in it…it is after all a pandemic and the 
beverage stores were deemed essential.

Let me be among the first to say thank you 
for your enduring partnership with us during 
these trying days.

And I’m not saying thank you just because of the 
tremendous volume of business you’re sending our way 
(although I can’t begin to tell you how truly grateful I am), 
but for your willingness to continue to meet the health 
insurance needs of your many clients, even at a time like 
this. Too few people understand the difference you make 
in solving America’s healthcare problems, especially with 
seniors. 

And by the way, if you’re struggling with selling in this 
environment, I encourage you to attend one of our 
webinars like a few thousand of you already have. Steve 
Patton and his team are working with agents a few times 
each week on how to use modern tools and prospecting 
strategies without abandoning how you’re comfortable 
selling.

Let me assure you that not only are we 
open for business, but we’re actually 
issuing business much faster today 
than ever before, even with the 
record number of applications.  
Above everything else though, 
stay safe and protect your 
families. This too shall pass and 
we’ll be together again soon 
enough. 

I can’t wait to get on a plane 
again. ●

President andChief Marketing Officer

Ty Wooldridge 
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Cancer and Heart 
Attack or Stroke/Plus Home Care/Plus Hospital Indemnity/

Flex Recovery Care Dental, Vision and 
Hearing

Year-to-date

1. Leslie Albanese
2. Ashley Davis
3. Kristina Platz
4. Shawna Harding
5. Tamara Daughtery

1. Claude Jennings
2. Dale Skaggs
3. Glenn Brown
4. Terra Rinderle
5. Jason Wierzbicki

1. Maurice Weir
2. John Pribil
3. Enoch Prather
4. Chris Beyer
5. Jason Roecker

1. Kasie Depoorter
2. Marshal Noeller
3. Leo Lauzen
4. Elizabeth Geis
5. Timothy Brown

1. Gregory Gurbikian
2. James Collingsworth
3. Edward Elsner
4. Marta Golterman
5. Futurewise Insurance

April

1. Kristina Platz
2. Michael Hitcho
3. Alexandra Mannarino
4. Joseph Tomasino
5. Ashley Davis

1. Claude Jennings
2. Terra Rinderle
3. Jessica Marchi
4. Timothy Miles
5. John Mcbride

1. Enoch Prather
2. Maurice Weir
3. Jason Roecker
4. Norman Rons
5. Ken Jordan

1. Leo Lauzen
2. Elizabeth Geis
3. Kasie Depoorter
4. Timothy Brown
5. Marshal Noeller

1. Anissa Anthimiades
2. James Collingsworth
3. Gregory Gurbikian
4. Futurewise Insurance
5. Melanie Bell

Home sweet home
As I think about the celebrations that have recently passed 
during this time of social distancing – St. Patrick’s Day, 
Good Friday, Easter, and our incentive trip with many 
of you to San Francisco – these are events that typically 
bring families together. This loss of traditions is added to a 
growing list of losses.

I think we can all agree that life will be different in the 
foreseeable future. That knowledge can be the first step in 
making this new, temporary reality as good as it can be. 

Here I thought I was making inroads by sticking to a 
routine of showering, dressing, and maintaining family 
meals…but I think by not treating this like an extended 
snow day, has been key and led to developing new ways to 
sell and engage with each other.

Like many of you, I have turned to social media to 
acknowledge and showcase our associates in their home 
environments with families and pets. As a leadership 
team, we have found ways to send short videos, words of 
encouragement, and recognition for the incredible work 

BEHIND THE SCENES

our associates have been doing from home – especially 
given the increased submits we have received over the last 
two months. 

And, I have seen that same outreach and sense of 
community from many of you.

We have successfully delivered two new business releases 
remotely (from our homes) by testing, validating, and 
signing off on what the developers programmed. What 
once seemed impossible has become a reality. We have 
also found new ways to virtually 
recruit and train. And, we are 
already planning our staffing for 
the Annual Enrollment Period to 
ensure that we meet your needs. 

I hope you and your families 
continue to be safe and are finding 
new routines to get through 
these trying and unusual times. As 
always, we are here for you. Please 
do not hesitate to reach out. ●

I have been intrigued and humbled at some 
of the new routines many of you have 

engaged in – to “stay in this together” while 
still serving members, new and existing.

While we might all be in our homes, we 
are not alone. We can still be a part of 

something larger when we stay connected.

Chief Operating Officer

Fred Roth
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When we began to talk seriously about an electronic 
application (E-App) tool in 2012-13 it was all about 
catching up to the market and our competitors. As 
we built the business case internally, nowhere do I 
recall anyone saying “hey, this could be useful if we 
have a global pandemic and face-to-face sales are 
discouraged.” It was not on our list of risks and was 

not part of our agent adoption talking points; Bullet 34 – 
You should learn to use this now, just in case there is a 
global pandemic in 2020.

And yet, here we are in 2020 amid the unthinkable. For 
some of you who have a proven method of sales practices 
that focus on face-to-face encounters with applicants, are 
reluctant to embrace E-App, or just like the “feel” of pen 
and paper, we understand this is a tough time. We are 
here to help. Our Agent Services and Sales teams can 
walk you through our website and E-App tools. Or, they 
can help with how to take a paper application over the 
phone and then submit it through the E-App tool.

So just how are you adapting to using E-App during this 
crisis? Very good, I’d say. 

• Almost 95% of submits via E-App; 7% increase from 
early 2020

• 19% shift from paper to E-App from March to 
April 2020

• 56% shift from paper to E-App; Q1 2019 compared 
to Q1 2020

Automated underwriting has been another factor driving 
agents to E-App. 

• 51% of underwritten applicants get immediate 
decisions

• 62% of those decisions are within 3 minutes
• Decisions that require follow-up calls are made 

within 48 hours

TE
CH

 T
A

LK

As you can see, technology is certainly playing a big part 
in how you are doing business during this crisis. 

Technology has also been critical in our ability to process 
the business you are submitting, and servicing both 
you and your clients. The most important ingredient in 
our success has been the collaboration between our 
Technology teams and our business partners. The trust 
and assets we’ve built together have been the catalysts 
for the digitalization of our entire business – allowing us 
to deploy over 80% of associates to work at home with 
24 hours’ notice. 

I don’t know what is on the other end of this crisis. I 
don’t know what the new “normal” will look like. I imagine 
some of you will continue to use E-App and you might 
even change your business model. Or some will go back 
to pen and paper, doing what makes you comfortable, 
and that’s fine too. I do know that 
no matter what, we’ll be here, like 
we always are, working with you to 
do business the way that makes 
sense for you.

Stay safe, reach out if we can 
help you, and embrace the 
change to E-App…who knows, 
you may like it. Thank you for 
putting your trust in us. ●

Embracing technology during a crisis

We believe the combination of our Aetna 
Quote & Enroll (E-App platform), Quotes on 
the Go mobile app, immediate underwriting 
decisions, and robust agent website lead 
the industry in technology platforms.

GET TO KNOW OUR AUTHOR

Where did you grow up? Northeastern Pennsylvania, 
just outside Scranton. Yes, the same Scranton as in 
“The Office.”
Where did you go to school?  It’s complicated…while 
wandering aimlessly through high school, my guidance 
counselor gave me “the talk.” Then, he set me up to 
tour a local tech school – not college level, but hands 
on and cheap. I graduated and worked in technology 
for many years before “you don’t have a college degree 
so you are as far as you can go in this company.” So 
in my mid-40’s, I went back to school and earned 
a college degree. It was hard but rewarding…and, 
hopefully, a little inspiring for others in the same boat.  

How long have you been at Aetna? I came to this 
business in 2006 when Genworth purchased the 
Continental companies.
What’s your favorite thing to do outside of work?  
Travel…the Outer Banks of North Carolina is a 
favorite destination. Our daughter lives in Wales, so 
Europe is our new stop.  
What else should we know about you? Sue and I will 
be married 30 years this December, we have two 
very successful girls, three dogs (which belonged to 
the girls), and we lead a pretty quiet life.    

Senior Director 
Technology

John Jevin
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You never know
I met my wife almost 40 years ago. I was months out 
of law school. I knew nothing about my profession. 
She was at the pinnacle of her career. She was 
about to open her own hair salon and didn’t have 
time for a new relationship. I was fresh out of law 
school and in need of some growing up to do to 
more fully understand and appreciate my new 
profession. There’s a huge difference between being 
engaged as a full-time student as I was for the past 
seven years and trying to make a living in a full-time 
job, let alone start a small business. 

She told me that one day a few years before we 
met that she was pretty much living paycheck to 
paycheck. It was the day before payday and all she 
had to bring for lunch was good old PB&J. When 
she went to grab her sandwich at lunch it was gone. 
Yep. Gone. She had a good day going and had some 
tip money, so she was able to go out and grab a 
sandwich and toss a few dollars of gas into her car. 

Take some time to find out. Your contact may be the 
only contact they have that day or that week.

If a prospect doesn’t have an emergency or reserve 
fund of money set aside, any insurance product is 
suspect to lapse in the event something unplanned 

BEST PRACTICES

or unexpected happens. 
Many of the lapses we 
see are due to something 
unexpected occurring 
which forces an insured 
to skip a payment. One 
skipped payment begets 
another. Before long, the 
coverage lapses. What a waste.

Some producers don’t want to or don’t appreciate 
the benefit of spending enough time to establish 
trust. I suggest it can be done if you’re efficient, 
sincere, and ask the right questions.

If you ask the right questions, you identify the need 
and help the prospect develop an understanding 
of affordability. The most successful producers are 
the ones who know. They ask questions. Sometimes, 
they get up and walk away. But, they know they’ll be 
back. Those that don’t appreciate the mutual benefit 
of good selling, well, they’ll never know. ●

You never know what others are 
dealing with when you call them or 

show up for an appointment.

The only way to know what’s going on with 
a prospect and their ability or inability to 
afford a product is to establish enough of 
a relationship that the prospect trusts you 

enough to tell you the truth.

CLU, ChFC, FLMI, AIRC 

Counsel

Michael Colliflower

“When I took over operations in our 
agency, my dad had been selling Medicare 
Supplements since 1992. He was doing 
pretty much everything on paper. As 
electronic applications became available 
in the industry, we learned how they 
worked. It didn’t take long. With Aetna’s 
Quote & Enroll, it's just a no brainer. It's 
so much easier. There's no back and forth 
on the errors with paper. You're cutting 
out so much time in the process.

And now with Aetna Quote & Enroll, they 
have automated underwriting. I'm able 
to put that electronic application in and 
know right away whether they're approved 
or declined. You can choose to draft on 
approval or effective date, so you can help 
clients differently based on their needs. And 
it’s so easy to get multiple products in one 
household…all I’ve gotta do is click a button!”

– Justin Brock
   Bobby Brock Insurance 
   Tupelo, Mississippi
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SETTING THE PACE

Managing work/life balance…when working at home
Working at home has become 
the new normal for many of 
us, so how can you balance 
your work and personal life 
when it all starts to blend 
together? You can’t pour 
from an empty cup, so make 
sure to take care of yourself 
so you can be there for your 
family and clients.

“We give so much to our jobs 
that sometimes we don’t have much 
left to give at home. We focus on service, caring, passion, and 
relationships…so it’s important to always leave something in 
your heart to take home with you, too. And now that many 
of us are working at home, it’s more important than ever to 
keep that balance. This new era has a silver lining…I get to 
spend more time with my family. That’s really important to 
me. But I know that it can sometimes be challenging to have a 
productive home office environment.”  

Here are a few tips:
• Have a dedicated space in your home just for work.
• Create a consistent routine and work schedule – 

including breaks!
• Use your break times to recharge mentally and physically 

by catching up with your family or going for a walk.
Article contributed by Nicole Palsa, 

Senior Marketing Operations Specialist

“The way that we adjust can be the difference between 
success and failure. We have the opportunity at our 
fingertips to use all of this technology. It’s how we’re able 
to keep moving as a business during these challenging 
times. So even though we all have our different 
preferences for doing business, I encourage you to 
have an open mind about how you can pivot your own 
business to be successful.” 

Ways to adapt:
• Use a webcam to video chat with your clients when 

you can’t meet in person.
• Use online enrollment tools like Aetna Quote & 

Enroll.
• Educate your clients about how they can manage 

their policies online.

Remember to reassure your clients that we’re ready for 
situations like this. Share how you’re prepared to help if 
they need you.

And we’re here for you, too. Our Agent Services team is 
just a phone call away at 866-272-6630. ●

Executive Director of Sales

Steve Patton

A big THANK YOU to Cheryl Smith from Leesburg, 
Florida for submitting our 1,000th Accendo 
Medicare Supplement application!

Accendo Medicare Supplement – Reaches 1,000+ applications!

A big THANK YOU to Eldercare Insurance 
Services for submitting the most Accendo Medicare 
Supplement applications!

Cheryl is a dedicated Medicare agent and valued 
associate of the Association of Mature American 
Citizens (AMAC). She educates, counsels, and advises 
AMAC members nationwide. Cheryl has a passion for 
serving those in need and has helped hundreds of 
clients find a Medicare plan to suit their needs.

Eldercare Insurance Services, part of Integrity Marketing 
Group, is run by Managing Partner, John Bettis 
(right), and Vice President, Jeremie Pielemeier (left). 
Headquartered in Hot Springs, Arkansas, Eldercare is 
highly respected as one of the nation’s most successful 
distributors of Medicare Supplement and other senior 
market insurance products, leveraging a network of 
independent insurance agents, a career distribution 
sales force, and an internal call center operation.
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effective 06-05-20

Medicare 
Supplement

Accendo 
Medicare 

Supplement

Final
Expense

Protection SeriesSM

Dental,
Vision and 

Hearing 

Cancer and 
Heart Attack 
or Stroke Plus

Hospital
Indemnity 

Flex
Recovery

Care
Home Care

Plus

AL CLI 7% HHD ACI CLI CLI CLI CLI CLI
AR AHLIC 7% HHD ACC 14% HHD   ACI² CLI CLI CLI CLI CLI
AZ AHLIC 7% HHD ACC 14% HHD ACI CLI CLI CLI CLI CLI
CA CLI 5% HHD
CO AHIC 7% HHD ACC 14% HHD ACI CLI CLI CLI CLI
CT  CLI CLI CLI
DE AHIC 7% HHD ACC 14% HHD  CLI² CLI CLI CLI CLI CLI
FL CLI 7% HHD ACC ACI   CLI³ CLI CLI
GA AHIC 7% HHD ACC 14% HHD ACI CLI CLI CLI CLI CLI
IA AHIC 7% HHD ACC 14% HHD ACI CLI CLI CLI CLI CLI
ID AHLIC CLI CLI CLI CLI CLI
IL AHIC 7% HHD ACC 14% HHD ACI CLI CLI CLI CLI CLI
IN AHLIC 7% HHD ACC 14% HHD ACI CLI CLI CLI CLI CLI
KS AHIC 7% HHD ACI CLI CLI
KY AHLIC 7% HHD ACI CLI CLI CLI CLI CLI
LA AHIC 7% HHD ACI CLI CLI CLI CLI CLI
MD AHIC 7% HHD CLI CLI CLI
MI CLI 7% HHD ACC 14% HHD ACI CLI CLI CLI CLI CLI
MN CLI  ACI² CLI
MO AHLIC 7% HHD  ACI²   CLI³ CLI CLI CLI CLI
MS CLI 7% HHD ACC 14% HHD ACI CLI CLI CLI CLI CLI
MT CLI 7% HHD  ACI¹ CLI CLI CLI CLI CLI
NC AHIC 7% HHD ACC 14% HHD  ACI¹ CLI CLI CLI CLI
ND ACI ACI CLI CLI CLI
NE CLI 7% HHD ACC 14% HHD ACI CLI CLI CLI CLI CLI
NH AHLIC 7% HHD CLI CLI
NJ AHIC 7% HHD ACC 14% HHD CLI  CLI³ CLI

NM ACI ACC 14% HHD ACI CLI CLI CLI
NV CLI 7% HHD ACI CLI CLI CLI CLI CLI
OH CLI 7% HHD ACC 14% HHD ACI CLI CLI CLI CLI CLI
OK AHIC 7% HHD ACC 14% HHD ACI CLI CLI CLI CLI CLI
OR CLI 5% HHD CLI CLI CLI CLI CLI CLI
PA AHIC 7% HHD ACC 14% HHD  ACI² CLI CLI CLI CLI
RI CLI ACC 14% HHD CLI CLI CLI CLI CLI
SC AHIC 7% HHD ACC 14% HHD ACI CLI CLI CLI CLI CLI
SD ACI ACI CLI CLI CLI
TN CLI 7% HHD ACC 14% HHD ACI CLI CLI CLI CLI CLI
TX AHIC 7% HHD ACC 14% HHD ACI CLI CLI CLI CLI CLI
UT AHLIC 7% HHD ACI CLI CLI CLI CLI
VA AHLIC 7% HHD ACI CLI CLI
VT CLI CLI CLI
WA   CLI    
WI AHLIC 7% HHD ACC 14% HHD ACI CLI CLI CLI CLI CLI
WV ACI 7% HHD ACI CLI CLI CLI CLI CLI
WY ACI 5% HHD ACI CLI CLI CLI CLI CLI

St
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Cancer and Heart Attack or 
   Stroke (CLI) - CA, KS, MN, NM, UT

Continental Care (CLI) - ID
Home Care (CLI) - CO, KY

Hospital Indemnity (CLI) - VT

Nursing Facility Care (CLI) -  
   KY, NM, PA

ACI = American Continental   
  Insurance Company
AHIC = Aetna Health 
  Insurance Company
AHLIC = Aetna Health and 
   Life Insurance Company
CLI = Continental Life 
   Insurance Company of 
   Brentwood, Tennessee

_____________________________________
¹ Level benefit only
² Level and graded benefits only
³ Dental benefit only_____________________________________

HHD = Household Discount
Policy fee = $20 in all ACI/AHIC/
AHLIC/CLI states; $25 in all ACC 
states; except $6 in MS and $0 in 
AR, KY, VT, WV

Aetna Senior Supplemental Insurance
Product availability

ACC = Accendo Insurance 
   Company
Part of the CVS Health® 
family of companies and 
Aetna affiliate
Policy administered by Aetna 
Life Insurance Company and 
its affiliates
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Pacesetter
Celebrating 35 years in print

1985-2020

Still serving our clients, no matter where we are

Clayton Gordon is one of the few people 
who has not only witnessed the technology 
evolution of our business, but also helped 
create it. Twenty years ago, Clayton’s role 
was in scanning, when everything was paper 
and had to be manually entered into our 
computer systems. He then moved into IT 
in which one of his career highlights was 
in 2005 when he helped design the entire 
administration and claims platform for a 
new entity, American Continental Insurance 
Company. Today, Clayton is the Application 
Development Manager, which means that 
he leads everything related to our servers 
and software, including our website.  

“I love solving problems. Our business is still 
flexible enough that we can implement ideas 
without 40 layers of bureaucracy. I like that 
I can make something, and it works. I like 
seeing things be accomplished.”

When he’s not building applications for 
us, he’s building even bigger things…like 
houses. Clayton was the general contractor 
of his own family home when it was built 
five years ago.  

Congratulations and thank you, Clayton, 
for helping us build our business from 
the inside out over the past 20 years! ●

Clayton Gordon

Application Development Manager 

ON THE COVER

20 years
of service!


